Emotional Intelligence and Conflict Management Style by Henderson, Laura Noelle
UNF Digital Commons
UNF Graduate Theses and Dissertations Student Scholarship
2006
Emotional Intelligence and Conflict Management
Style
Laura Noelle Henderson
University of North Florida
This Master's Thesis is brought to you for free and open access by the
Student Scholarship at UNF Digital Commons. It has been accepted for
inclusion in UNF Graduate Theses and Dissertations by an authorized
administrator of UNF Digital Commons. For more information, please
contact Digital Projects.
© 2006 All Rights Reserved
Suggested Citation
Henderson, Laura Noelle, "Emotional Intelligence and Conflict Management Style" (2006). UNF Graduate Theses and Dissertations.
361.
https://digitalcommons.unf.edu/etd/361
EMOTIONAL INTELLIGENCE AND CONFLICT MANAGEMENT STYLE 
by 
Laura Noelle Henderson 
A thesis submitted to the Department of Psychology in partial fulfillment of the 
requirements for the degree of 
Master of Arts in General Psychology 
UNIVERSITY OF NORTH FLORIDA 
COLLEGE OF ARTS AND SCIENCES 
April, 2006 
Unpublished work c Laura Noelle Henderson 
CERTIFICATE OF APPROVAL 
The thesis of Laura Noelle Henderson is approved: (Date) 
Dr. Susana Urbina (Thesis director) 
Dr. Dan Richard (Second reader) 
Accepted for the Department (Psychology): 
Dr. Minor Chamblin (Chairperson) 
Accepted for the College (Arts and Sciences): 






I would like to give special thanks to my mentor, Dr. Susana Urbina, for her 
professional guidance during this research project. Her help was invaluable, influencing 
every aspect of my thesis. Without her assistance I could not have leaned so much or 
developed the skills I needed to accomplish this task. I would also like to thank Dan 
Richard for sharing his knowledge about statistics and SPSS, and for his willingness and 
patience in helping students to better understand research. 
Graduate school can be a challenging time, and I would not have made it through 
without the help of my friend Beth Lightsey, who always made time for laughter and fun 
when it was most needed. I would also like to thank Todd Russell for his love, patience 
and willingness to help with whatever he could. Thank you both for helping me survive! 
Most importantly, graduate school would not have been possible without the 
support of my parents. They have been my cheerleaders throughout all of the tests, 
presentations, papers, re-writes and more re-writes. I thank them from the bottom of my 




Table of Contents 
Dedication ....................................................................................... iii 
List of Tables ................................................................................... v 
Abstract ......................................................................................... vi 
Introduction .................................................................................... 1 
Method .......................................................................................... 7 
Results ........................................................................................... 11 
Discussion ...................................................................................... 18 
Appendix ....................................................................................... 23 
References ...................................................................................... 26 
Vita .............................................................................................. 30 
List of Tables 
Table 1: Correlation Matrix ofDemographic Variables, Emotional Intelligence, Social 
Desirability and the Integrating and A voiding Conflict Management 
Styles ................................................................................... 15 
Table 2: Summary of Linear Regression Analysis for Variables Predicting Emotional 
Intelligence including Age, Socially Desirable Responding and Years of 
Education .............................................................................. 17 
Table 3: Summary of Linear Regression Analysis for the Variables Predicting Emotional 
Intelligence including the Integrating Style of Handling Conflict with One's Boss, 
One's Subordinates, and One's Co-workers, while controlling for Table 2 
Variables ............................................................................... 17 
v 
Abstract 
The relationship between emotional intelligence (EI) and conflict management was 
investigated using 229 college students and 4 3 participants from organizational settings. 
A positive correlation was found between emotional intelligence scores and use of the 
integrating style of handling conflict with one's bosses, one's subordinates and one's co-
workers. Of the five styles of handling conflict, emotional intelligence had the highest 
significant positive relationship with the integrating style; this style is generally 
considered to be the best approach to handling conflict. High levels of emotional 
intelligence were associated with high levels of socially desirable responding. Emotional 
intelligence scores decreased with age, and no significant differences were found between 
scores for males and females. Regression analysis revealed that the three integrating 
styles of handling conflict, socially desirable responding, age and years of education 
explain 24% of the variance in emotional intelligence. A significant positive relationship 
was found between being happy in the workplace and use of the integrating style with 
subordinates and co-workers. The fmdings in this study may be applicable for 
organizations, in that incorporating programs aimed at increasing employees' emotional 
intelligence skills may be conducive to a more satisfying work environment, as well as an 
increase in profitability for the organization. 
VI 
Emotional Intelligence and Conflict Management Style 
E. L. Thorndike is credited as the first to suggest that there exist multiple 
intelligences, and that social intelligence is independent of abstract or academic 
intelligence (Landy, 2005). Thorndike's definition of social intelligence included the 
ability to understand and manage people and had a cognitive and a behavioral element. 
Thorndike's work was largely overlooked for the next 50 years until Howard Gardner 
(1983) outlined his theory on multiple intelligences. Gardner's theory states that 
intrapersonal and interpersonal intelligences are as important as the type of intelligence 
typically measured by IQ tests (Gardner, 1983). Recent theories have expanded on the 
work of these early researchers, and embraced a broader conceptualization of intelligence 
(Pfeiffer, 2001 ). 
Salovey and Mayer (1990) coined the term emotional intelligence (EI), and 
defined EI as a form of social intelligence that involves the ability to monitor one's own 
and others' feelings and emotions, to discriminate among them and to use that 
information to guide one's thinking and actions. EI encompasses the ability to process 
emotional information and to regulate emotions (Mayer, Caruso & Salovey, 2000). 
Daniel Goleman (1995) popularized the construct ofEI in his applications to success in 
life and in the workplace. 
Emotional intelligence has been the subject of a tremendous amount of research in 
the past few years. Success in work, school, and interpersonal relationships has been 
related to EI (Goleman, 1995; Lopes, Salovey & Straus, 2003; Palmer, Donaldson & 
Stough, 2002). Emotionally intelligent people have significant capabilities in 
interpersonal interactions, such as inspiring others through their leadership, managing 
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conflict, and collaborating with others on a team (Gardner, 1983; Rozell, Pettijohn & 
Parker, 2002). Individuals with higher EI perform better on cognitive tasks and are better 
able to deal with frustration that results from encountering a difficult task (Schutte, 
Schuettpelz & Malouf!, 2000/2001 ). 
Emotional intelligence provides a new criterion by which we can be judged at 
work (Goleman, 1998). Opportunities for success in a business setting may be limited by 
low EI (Goleman, 1995). EI is increasingly the yardstick used by managers to decide who 
is hired and ftred, or who receives promotions. EI is related to all aspects of our work life, 
from self-motivation (Goleman, 1998) to work-group cohesion in organizational settings 
(Abraham, 1999), enhancing performance in interviews (Lyons & Schneider, 2005) and 
in predicting turnover (Day & Carroll, 2004). El is also related to conflict management in 
a work setting. Those with higher levels of EI are more adept at managing conflict 
situations and resolving them successfully (Bodtker & Jameson, 2001; Jones & Bodtker, 
2001). 
Emotional intelligence is related to the management of conflict situations in 
several ways. Emotions involve cognitive and behavioral aspects that come into play in 
any conflict situation (Jones & Bodtker, 2001). To be in conflict is to be emotionally 
activated. Human conflict does not occur in the absence of emotions or behavioral 
responses to emotions (Bodtker & Jameson, 2001 ). The ability to draw upon those 
emotions in an adaptive way leads to more effective behavior. Before choosing a 
behavioral response, however, one must identify and categorize one's own feelings 
(Gardner, 1983). 
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The cognitive aspect of emotion involves the ability to process emotional 
information. Emotionally intelligent people may process information more skillfully, 
which leads to more constructive thinking (Abraham, 1999). Business success requires 
the ability to read other people's emotions and respond appropriately. People convey 
emotions predominantly through facial expressions and body language (Bodtker & 
Jameson, 2001). Understanding how to decode or interpret the emotions of others may 
help to avoid potential conflict (Jones & Bodtker, 2001). The cognitive interpretation of 
the situation determines the emotion experienced by the individual in any given situation 
(Bodtker & Jameson, 2001). 
The ability to monitor and control one's emotional state helps to facilitate 
communication in conflict situations (Jones & Bodtker, 2001 ). In a work environment, 
for example, when de-escalating potential conflict, or negotiating and resolving 
disagreements, those who can remain calm no matter what emotional state they are in are 
more likely to be successful (Goleman, 1998). When one is overwhelmed by a flood of 
emotion in a conflict situation, one's ability to think effectively diminishes (Jones & 
Bodtker, 2001 ). Overwhelmed individuals may be unable to process critical affective 
information (Gohm, 2003). The assumption that we can and should remove emotions 
from a conflict situation is unrealistic. Instead, effective problem solvers know how to 
deal with emotional issues (Gray, 2003). 
The behavioral aspect of emotion involves the way our emotions get expressed. 
Managing to control one's expressive behavior is another component needed to 
successfully manage conflict. This includes verbal as well as nonverbal behavior 
(Bodtker & Jameson, 2001 ). Emotionally intelligent individuals are able to have a 
rational response to conflict (Abraham, 1999). Some positive behavior in conflict 
management includes sending convincing messages, and keeping impulsive behavior in 
check (Goleman, 1998). 
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Conflict management is an important function of our work life. In order to be 
successful at any level in an organization, conflict management skills are necessary 
(Brewer, Mitchell & Weber, 2002). Using a conflict management technique 
inappropriately may create a conflict situation that did not previously exist, or exacerbate 
one that did (Rahim, Buntzman & White, 1999). Emotionally intelligent individuals are 
more adept at putting difficulties behind them and redirecting their attention to conflict 
resolution (Abraham, 1999). 
Rahim and Bonoma (1979) theorized that individuals handle conflict along two 
basic dimensions, concern for self and concern for others. Combining these two 
dimensions results in five different styles of handling conflict. Rahim (1983) 
operationalized the five styles of handling conflict into the following categories: 
integrating, obliging, dominating, avoiding and compromising. Two styles involve high 
concern for self, namely, the integrating and dominating styles (Rahim, 1983). The 
integrating style reflects high concern for self and for others. The integrating style is 
associated with problem solving ability, and it is the most effective style for conflict 
management. This style is concerned with exchange of information and collaboration 
between parties. The dominating style reflects high concern for self and low concern for 
others. The dominating style is used in competitive situations, and it is associated with a win-
lose orientation (Rahim, Buntzman & White, 1999). 
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Two styles involve low concern for self, namely, the obliging and avoiding styles 
(Rahim, 1983). The obliging style reflects low concern for self and high concern for others. 
It is associated with accommodating others before oneself and playing down differences 
(Rahim, Buntzman & White, 1999). People tend to use the obliging style more often with 
superiors than with subordinates or peers (Rahim, 1983 ). The avoiding style reflects low 
concern for self and for others. Individuals tend to use the avoiding style more often with 
superiors than peers and more often with peers than with subordinates (Rahim, 1983 ). The 
avoiding style is associated with passing-the-buck and withdrawing from confrontation 
(Rahim, Buntzman & White, 1999). The compromising style involves an equal level of 
concern with self and with others and is usually used when both partners have equal power 
(Rahim, 1983 ). Evaluating conflict styles helps to identify those who could benefit from 
training and development in order to handle conflict in a more productive way. 
This study investigates the relationship between preferred conflict style and 
emotional intelligence. Participants answered Forms A, B & C of the Rahim Organizational 
Conflict Inventory-II (ROCI-II); each form consists of28 items. Form A assesses one's 
conflict resolution style with regard to one's boss, Form B assesses one's conflict resolution 
style with subordinates, and Form C assesses one's conflict resolution style with peers 
(Rahim, 1983). 
Participants also answered a self-report measure of emotional intelligence. This 
measure, the 33-item Assessing Emotions Scale, assesses to what extent individuals 
perceive, understand, and regulate emotions (Schutte, Malouff, Bobik, Coston, Greeson, 
Jedlicka, Rhodes & Wendorf, 2001; Schutte, Malouff, Hall, Haggerty, Cooper, Golden & 
Dornheim, 1998). Higher scores indicate greater emotional intelligence. Higher scores on the 
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emotional intelligence measure are related to characteristics such as empathic perspective 
taking, impulse control, and social skills. Participants also completed a questionnaire dealing 
with demographic information and with their current work experience. 
Greater use of the integrating style of handling conflict, which involves higher levels 
of concern for self and others was predicted to be associated with higher EI scores. Social 
skills have been associated with higher scores on the EI measure. Those who are more 
socially adept interact with others in ways that are mutually beneficial (Schutte, et al., 2001 ). 
Greater use of the avoiding style of handling conflict, which involves low concern for self as 
well as others, was predicted to be inversely associated with higher EI scores. Low EI scores 
are associated with a lack of cooperation. Cooperation requires collaboration between parties 
and is essential to building positive relationships (Schutte, et al., 2001 ). 
Based on a stepwise multiple discriminant analysis, Rahim (1983) found that 
respondents were more obliging with their bosses and integrating with their subordinates and 
peers. Although each of the five styles of handling conflict may be appropriate depending 
upon the situation, the integrating style has been found to be the most highly effective 
approach to conflict management (Rahim, Buntzman & White, 1999). 
Gender differences in emotional intelligence scores and preferred conflict style were 
also explored. Based on previous research it was expected that women would have higher 
overall EI scores (Schutte, et al., 1998). Conflict management styles also differ across 
genders (Berry, 1995). Females use the compromising style more than males (Rahim, 1983), 
and also have been found to score higher on the obliging scale than males. Males use the 




Participants were 229 undergraduates who were attending a mid-size, urban 
university in the southeast, the University of North Florida (UNF), and 43 employees from 
local Jacksonville, Florida corporations who volunteered for the study. The undergraduates 
were comprised of 153 women and 76 men (mean age= 23 years, SD = 5.3); 73% were 
White, 14% African American, 7% Hispanic, and 6% other. There were 27 female and 16 
male employees from local corporations (mean age= 36.9, SD = 8.6); 85% were White, 5% 
African American, 5% Hispanic, and 5% Asian. The average level of education was 14.42 
years for students and 14.08 years for the corporate sample, meaning that the average 
participant had completed their sophomore year of higher education. In order to take part in 
the study, participants had to be employed a minimum of 20 hours a week. In exchange for 
their participation, UNF students received extra credit toward their course grades, and 
grouped results were given to the managers of each corporation. Participants were treated in 
accordance with the American Psychological Association "Ethical Principles of 
Psychologists and Code of Conduct" (American Psychological Association, 2002) and IRB 
regulations. 
Instruments 
Assessing Emotions Scale. The Assessing Emotions Scale (AES; Schutte, et al., 
1998) is a 33-item self-report measure, based on Salovey and Mayer's (1990) original model 
of EI, which assesses to what extent individuals perceive, understand, utilize, regulate and 
express emotions. The sum of all items constitutes the total score, with higher scores 
indicating greater emotional intelligence. To score the scale, three items are reverse coded, 
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and then all items are summed. Responses to each of the items are made using a 5-point 
Likert-type scale with response options labeled strongly disagree, somewhat disagree, 
neither agree nor disagree, somewhat agree, and strongly agree. Examples of items include 
"I know when to speak about my personal problems to others," and "I am aware of the 
non-verbal messages other people send" (Schutte, et al., 1998). This instrument is one of the 
few EI measures in the public domain (Gignac, Palmer, Manocha & Stough, 2005). 
Schutte, et al. (1998) reported that the internal consistency coefficients of the 
measure of emotional intelligence ranged between Cronbach's alpha values of .87 and .90, 
with a test-retest reliability value of. 78. According to validation studies, scores on the 
emotional intelligence measure are related to characteristics such as optimism, impulse 
control, lack of depressed affect, and openness to experience and are higher for groups 
expected to score higher on emotional intelligence (Schutte, et al., 1998; Schutte, Malouff, 
Simunek, McKenley & Hollander, 2002). A qualitative analysis found that 28 of the 33 items 
could be classified into the following six conceptual categories of Salovey and Mayer's 
( 1990) model of EI while five questions remained uncategorized: Appraisal of Emotions in 
the Self, Appraisal of Emotions In Others, Emotional Expression, Emotional Regulation of 
the Self, Emotional Regulation of Others and Utilization of Emotions in Problem Solving 
(Gignac, Palmer, Manocha & Stough, 2005). 
Rahim Organizational Conflict lnventory-1/. The Rahim Organizational Conflict 
Inventory II (ROCI-11; Rahim, 1983), Forms A, B & C is a self-report instrument developed 
to evaluate styles of handling conflict. Responses to each of the items are made using a 7-
point Likert-type scale with response options labeled from strongly disagree to strongly 
agree. Form A assesses how one handles conflict with superiors, Form B assesses how one 
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handles conflict with subordinates, and Form C assesses how one handles conflict with 
peers. All 28 items for Forms A, B and C are identical except for the referent. Examples of 
items include "I am generally firm in pursuing my side of the issue," and "I use my expertise 
to make a decision in my favor." Each form has items related to each of the five styles of 
handling conflict. Separate scores for each of the five styles of handling conflict are derived 
for Forms A, Band C by averaging responses to all items pertinent to that style. The total of 
each style of handling conflict is then divided by the number of items included 
for that style or the number of items responded to by the subject, whichever is lower 
(Thornton, 1989). 
Previous studies have reported adequate internal consistency coefficients for the ROC I-
II, with Cronbach's alpha values of .81 (avoiding), .66 (compromising), .74 (dominating), 
.81 (integrating), and .74 (obliging) (Rahim, 1983; Weider-Hatfield, 1988). The average test-
retest correlation is . 76, which is considerably higher than reliabilities reported for other 
similar measures. The ROCI-II has low intercorrelations among the five categories of styles 
of handling conflict, which indicates that they are measuring separate behavioral styles. 
Detailed norms are provided in the ROCI manual, including a collegiate and a managerial 
sample (Rahim, 1983). According to Thornton (1989), this measure has good psychometric 
properties and has proven to be a useful tool in practice and in research. 
Marlowe-Crowne Social Desirability Scale. The Marlowe-Crowne Social 
Desirability Scale (MCSDS; Crowne & Marlowe, 1960) is a 33-item self-report measure 
used to assess social desirability bias. It evaluates one's need to obtain the approval of others 
by responding in a culturally acceptable manner. Responses to each of the items are made by 
marking either T for true or F for false. Eighteen items are keyed in the true direction and 15 
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in the false direction. High scores indicate a high need for approval from others by 
responding in a more culturally appropriate manner. Examples of items include "I am always 
courteous, even to people who are disagreeable," and "I'm always willing to admit it when I 
make a mistake" (Crowne & Marlowe 1960). 
Various studies have examined the reliability and validity of the MCSDS. Adequate 
internal reliability of this scale has been reported in past research (Davis & Cowles, 1989, 
Leite & Beretvas, 2005). A Kuder-Richardson coefficient of .88 was obtained in developing 
the original scale, with a test-retest correlation of .89 (Crowne & Marlowe, 1960). 
Demographic/Employment Questionnaire (see Appendix). A questionnaire with items 
concerning the participants' age, sex, race and education as well as questions about their 
experience with employment was developed for this study. The questionnaire solicits 
information regarding the participants' current work experience, including conflict situations 
at work and how they were resolved. Questions include information regarding subordinates, 
co-workers and bosses, and how often they deal with conflict situations with each. 
Procedure 
UNF participants entered the lab and were seated at a desk or table. Organizational 
participants were tested at their work sites. Each participant was assigned an ID number, 
which was associated with their responses on each of the measures. The ID number was used 
to ensure anonymity, and to facilitate more open and honest answers to the questions. The 
participants read and signed an informed consent form to indicate their willingness to 
participate. The participants were informed that they were free to leave the study at any time 
if they felt uncomfortable. The participants were also assured of the confidentiality of their 
responses. 
II 
The investigator administered the paper-and-pencil instruments to groups of no more 
than 20 participants. The investigator told the participants that there are no right or wrong 
responses to the questions. The UNF participants were in the same room with the researcher, 
in order to make sure they do not talk among themselves while participating in the study, and 
to answer any questions that the students had during the study. The investigator first 
administered the short demographic survey. This was followed by the AES, and the ROCI-II 
in a counterbalanced fashion so as to control for order effects, and lastly they completed the 
Marlowe-Crowne Social Desirability Scale. All of the instruments were stapled together, 
with the code number only on the first page. The measures took approximately 20 to 30 
minutes to complete and were administered in one session. Upon completion of the 
instruments, the investigator thanked the participants for their willingness to participate and 
then dismissed them. After completion of the study, the investigator was 
available to provide feedback sessions for interested participants concerning the purpose and 
findings of the study. 
Results 
With respect to the internal consistency of the measures used, Cronbach alphas for 
the AES and MCSDS were a= .9I1 (M= 129, SD = 15.42) and a= .767 (M= 16.71, 
SD = 5.09) respectively, indicating that the scales had acceptable internal consistency. The 
alphas are comparable to those obtained in previous studies (Crowne & Marlowe, 1964; 
Schutte et. al, 1998). 
No order effects were found for the AES, which was counterbalanced with the ROCI 
Forms A, Band C. An independent-samples t-test was conducted to compare the mean 
emotional intelligence scores for those taking the AES second or third. An insignificant 
12 
difference in scores was found for those taking it second (M= 130.86, SD = 11.67, n = 145) 
or third [M= 129.74, SD = 13.44, n = 127; 1(270) = .736,p = .14, d= .09]. 
Emotional intelligence scores were surprising with respect to age and gender. 
Previous research has indicated that EI develops over time (Mayer et al., 2000); however, in 
this study, a small negative correlation between age and AES scores was found [r = -.13, 
n = 272, p < .05, M = 130.33, SD = 12.52]. Past research has found sex differences in 
emotional intelligence (Day & Carroll, 2003; Lyons & Schneider, 2005); however, that was 
not replicated in the current study. An independent-samples t-test was conducted to compare 
the mean emotional intelligence scores for males and females, and although females did have 
higher mean emotional intelligence scores, no significant differences were found in scores 
for males (M= 129.48, SD = 13.62) and females [M= 130.35, SD = 11.57; 1(267) = -.551, 
p =.58, d= -.1]. According to Cohen's criteria, the magnitude of the differences in the 
means was very small. 
An independent-samples t-test was conducted to compare the mean social desirability 
scores for males and females, and no significant differences were found in scores for males 
(M= 16.55, SD = 5.02) and females [M= 16.85, SD = 5.16; 1(253) = -.443,p = .66, d= -.1]. 
The magnitude of the differences in the means was very small. In addition, relationships 
were not found between socially desirable responding and age and socially desirable 
responding and ethnicity. 
The relationship between emotional intelligence (as measured by the AES) and social 
desirability (as measured by the MCSDS) was investigated using Pearson product-moment 
correlation coefficient. There was a medium correlation between the two variables [r = .30, 
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n = 255, p < . 0005], with high levels of emotional intelligence associated with high levels of 
social desirability. 
Independent -samples t-tests were conducted to compare the conflict style scores for 
males and females on each of the three ROCI-II forms. The dominating style for Forms A, 
conflict with one's boss, and C, conflict with one's co-workers, was the only style to show a 
significant difference in scores between males (M = 24.1, SD = 5.96; M = 25.19, SD = 6.22), 
respectively, and females [(M= 21.37, SD = 6.2; t(255) = -3.39,p < .001, d= -.42); 
(M= 21.71, SD = 7.22; 1(269) = -3.92,p < .001, d= -.48)], respectively. In both cases, males 
scored higher on use of the dominating style of handling conflict. The magnitude of the 
differences in means represents a small to medium effect of sex differences on use of the 
dominating style of handling conflict with one's co-workers and with one's boss. 
The main hypotheses of this study were tested through the computation of the 
correlation between the AES and a) ROCI-II A Integrating score, b) ROCI-II B Integrating 
score, c) ROCI-II C Integrating score, d) ROCI-II A Avoiding score, e) ROCI-11 B Avoiding 
score, and f) ROCI-II C Avoiding score. Of all ofthe styles ofhandling conflict, emotional 
intelligence had the highest significant positive relationship with the integrating style. A 
significant relationship was not found between the avoiding style of handling conflict and 
emotional intelligence. The relationship between emotional intelligence (as measured by the 
AES) and the integrating style of handling conflict (as measured by the ROCI-11 Forms A, B 
and C) was investigated using Pearson product-moment correlation coefficients (see Table 
1 ). A medium correlation was found between the AES and ROCI-11 A Integrating sum 
[r = .36, n = 257, p < . 0005], with high levels of emotional intelligence associated with using 
the integrating style of conflict with one's boss. A small correlation was found between the 
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AES and ROCI-11 B Integrating sum [r = .17, n = 270, p = .006], and the AES and ROCI-11 
C Integrating sum [r = .28, n = 271, p < .0005], with high levels of emotional intelligence 
associated with using the integrating style of conflict with one's subordinate and co-worker, 
respectively. The low shared variance (3%) between the ROCI-11 B Integrating sum with the 
AES sum shows that there is not much overlap between the two variables. The correlations 
between emotional intelligence scores and use of the avoiding conflict style with one's boss 
[r = .05, n = 257, p = .415], with one's subordinates [r = .07, n = 272, p = .15], or with one's 
co-workers [r = .11, n = 271, p = .074] were very small and did not reach conventional 
levels of statistical significance. 
The ROCI-11 Forms A, B and C were analyzed using correlations between each style 
of handling conflict with every other style. Each style of conflict management is 
theoretically distinct, and research data used to construct the conflict management measure 
supported this (Rahim, 1983 ). The correlations obtained demonstrated that there is 
questionable validity in using results from Form Bin any analyses in the current study. 
Styles of handling conflict that are conceptually polar opposites, such as the dominating and 
avoiding styles of conflict management, were highly correlated on Form B [r = .76, n = 270, 
p < .005]. This was surprising as a negative correlation was expected. Form A showed a 
positive correlation that did not reach conventional levels of statistical significance between 
the dominating and avoiding styles of conflict management, and Form C showed a very 
small correlation between the two styles [r = .18, n = 271, p < .01]. Similar trends were 
found among correlations of other styles of handling conflict for Forms A, B and C, with 
Form B repeatedly demonstrating questionable validity due to the high correlations of 
conceptually distinct styles of handling conflict. 
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Table 1 
Correlation Matrix of Demographic Variables~ Emotional Intelligence~ Social Desirability 
and the Integrating and A voiding Conflict Management Styles 





3 .20*** .02 ----
(n=272) (n=221) 
4 -.13* .04 .06 ----
(n=272) (n=22l) (n=272) 
5 .I -.08 .17** .30*** ----
(n=255) (n=221) (n=255) (n=255) 
6 .04 -.01 .11 .36*** .30*** ----
(n=251) (n=221) (n=257) (n=257) (n=255) 
7 .19** .09 .14* .17** .13* .30*** ---
(n=270) (n=221) (n=270) (n=270) (n=255) (n=256) 
8 .02 .07 .23*** .28*** .22** .51*** .31 *** -
(n=271) (n=221) (n=271) (n=271) (n=255) (n=257) (n=269) 
9 -.19** -.15* -.09 .05 -.03 .08 .08 .004 ---
(n=257) (n=221} (n=257) (n=257) (n=255) (n=257) (n=256) (n=257) 
10 .08 -.03 .05 .07 .03 .14* .81*** .14* .38** -
(n=270) (n=221) (n=270) (n=270) (n=255) (n=256) (n=270) (n=269) (n=256) 
11 -.02 -.16* .02 .11 .04 .12* .20*** .25** .68** .48*** ----
(n=271) (n=22l) (n=27l) (n=271) (n=255) (n=257) (n=269) (n=271) (n=257) (n=269) 
*p < .05, 2-tailed **p < .01, 2-tailed *** p < .001, 2-tailed 
Note. l=Age 2=Years ofEducation 3=Job Satisfaction 4=AES 5=MCSDS 6=ROCI A Integrating 
Style 7=ROCI B Integrating Style 8=ROCI C Integrating Style 9=ROCI A A voiding Style 
1 O=ROCI B Avoiding Style 11 =ROCI C Avoiding Style 
Stepwise linear regression analyses were performed to test the relative influence of 
use of the integrating style of handling conflict in the workplace, age, years of education and 
socially desirable responding on emotional intelligence. Socially desirable responding, age 
and years of education were entered on the first step, with emotional intelligence as the 
dependent variable. The three independent variables of integrating sum with regards to one's 
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boss (ROCI-II A), integrating sum with regards to one's subordinates (ROCI-II B) and 
integrating sum with regards to one's coworker (ROCI-11 C) were entered on the second 
step, using the unstandardized residuals from step 1 as the dependent variable. Analysis was 
performed using SPSS REGRESSION. Assumptions were tested by examining normal 
probability plots of residuals and scatter diagrams of residuals versus predicted values. 
Although the residuals were normally distributed, some violations of the assumptions were 
detected in the residuals scatterplot; there were three unusual values in that they were above 
a z-score of three. Further analysis through examining box plots revealed evidence of seven 
outliers below the mean in the AES scores, and three extreme scores above the mean. The 
outliers were removed and the three extreme scores were lowered by five points each in 
order to have data that were more consistent with the rest of the sample. 
The first model, including socially desirable responding, age and years of education 
and excluding the integrating style of conflict as an independent variable, explains 12.6% of 
the variance in emotional intelligence (R = .36,p < .0005; see Table 2). Using the three 
integrating styles of handling conflict explains a statistically significant portion of the 
remaining variance in emotional intelligence (R2 change = .11, p < .0005) over and above the 
variance accounted for using the first model with the variables of socially desirable 
responding, age and years of education (see Table 3). 
Regression analysis revealed that the second model, using the unstandardized 
residuals of socially desirable responding, age and years of education as the dependent 
variable, significantly predicted emotional intelligence, [F(3,217) = 8.82, p < .0005]. All of 
the variables together, including the three integrating styles of handling conflict, socially 
desirable responding, age and years of education explain 24% of the variance in emotional 
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intelligence. R2 for the frrst model was .13, and .11 for the second model; adjusted R2 was .11 
for the frrst model and .1 0 for the second model. In terms of individual relationships between 
the independent variables and emotional intelligence, three variables make a statistically 
significant contribution. Use of the integrating style with one's boss [B = .23, B = .43, 
SE = .14 (t = 3.09,p = .002)], socially desirable responding [B = .34, B = .86, SE = .16 
(t = 5.31,p < .0005)], and age [B = -.15, B = -.27, SE = .12 (t = -2.32,p = .021)] each 
significantly predicted emotional intelligence. Most germane to the current study, however, 
use of the integrating style of handling conflict with one's boss made a unique contribution 
to explaining the variance in emotional intelligence. 
Table 2 
Summary of Linear Regression Analysis for Variables Predicting Emotional Intelligence including 
Age, Socially Desirable Responding and Years of Education 
Regression step Predictor variables B 6 
Step 1 Socially desirable responding .86 *.34 .13 
Age -.27 *-.15 
DV=EI Years of education 1.01 .10 
*p< .05 
Table 3 
Summary of Linear Regression Analysis for the Variables Predicting Emotional Intelligence 
including the Integrating Style of Handling Conflict with One's Boss, One's Subordinates, 
and One's Co-workers, while controlling for Table 2 Variables 
Regression step Predictor variables B 6 If change 
Step 2 Integrating style with boss .43 *.23 .11 
DV = Unstand- Integrating style with subordinate .05 .08 
ardized 
Residuals Integrating style with co-worker .17 .10 
*p< .05 
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Some comparisons were made between the student sample and the corporate sample 
on several of the variables; every claim hasp < .05, or better. A significant difference was 
found in the mean emotional intelligence scores, with the student sample (M = 131.28, 
SD = 12.65, n = 229) scoring higher than the corporate sample [M= 125.3, SD = 10.57, 
n = 43; 1{270) = 2.91, d = .35]. Corporate employee participants scored higher on the social 
desirability measure (M= 19.96, SD = 4.285, n = 26) than students [M= 16.38, SD = 5.07, 
n = 229; 1{253) = -3.46, d = -.44], which could be a reflection of the fact that they were 
taking the test in the workplace. Conflict management styles also differed between the two 
groups, with students using the avoiding style of handling conflict with their boss 
(M = 26.82, SD = 8.2, n = 229) more so than the corporate employees [M = 22.39, 
SD = 8.58, n = 28; 1{255) = 2.68, d = .34]; while corporate employees use the integrating 
style ofhandling conflict with their subordinates (M= 40.63, SD = 10.64, n = 41) more than 
students [M= 30.98, SD = 18.276, n = 229; 1{268) = -3.28, d= -.4]. As stated earlier, the two 
groups also differed significantly on age, as would be expected, with the corporate employee 
sample being much older than the student sample. Although students had a slightly higher 
education level, the difference between groups did not reach conventional levels of statistical 
significance. 
Discussion 
As predicted, the integrating style of handling conflict was found to be associated 
with higher levels of emotional intelligence. This was seen in the regression analysis with 
use of the integrating style with one's boss, and through correlational analyses with use of 
the integrating style with one's boss, co-workers, and subordinates. Although these 
correlational data do not demonstrate causality, they support the existing theory by 
--
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confirming predictions that EI is associated with use of the integrating style of handling 
conflict. This style is generally considered to be the best approach to handling conflict, and 
emotional intelligence skills are necessary in handling conflict effectively in the workplace. 
The inverse relationship that was expected between use of the avoiding style of 
handling conflict and emotional intelligence scores was not found. A significant inverse 
relationship, however, was obtained between use of the avoiding style of handling conflict 
with one's boss and years of education and between use of the avoiding style of handling 
conflict with one's co-worker and years of education. As individuals become more educated, 
they apparently use the avoiding style more infrequently with their bosses and co-workers. It 
seems that education may have an impact on learning to effectively handle conflict. A 
significant positive relationship was also found between age and use of the integrating style 
with subordinates, with an increase seen in the use of the integrating style with one's 
subordinates as a person gets older. A significant inverse relationship was found between age 
and use of the avoiding style of handling conflict with one's boss, which shows that as 
people get older, they use the avoiding style of handling conflict with their boss less and less 
(see Table 1 ). 
The high correlations among all of the styles of handling conflict on Form B 
indicates that the validity of results for that form of the ROCI-11 is questionable. For 
example, two conceptually distinct, almost opposite styles of handling conflict, the avoiding 
and dominating styles, were highly correlated when an inverse relationship was expected 
based on theory and prior research. Such results may be due, in part, to the fact that many of 
the students in the sample may have completed Form B - the form for handling conflict with 
a subordinate - even if they in fact did not have any subordinates. The intercorrelations 
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among different conflict management styles observed for Form B did not occur for Forms A 
or C. 
Although in the current study EI did not show a positive correlation with age, there 
was a relationship found between age and use of different conflict styles. The influence of 
age may be seen in the fact that the corporate employee sample used the integrating style 
more with their subordinates than the students, and the students used the avoiding style more 
with their boss than the corporate sample. Although both groups were employed a minimum 
of 20 hours per week, corporate employees may be more adept in handling conflict than the 
students because they have more experience in the workplace. Previous research has shown 
that the ability-based Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT) has a 
stronger association with age, experience and level of education than the self-report measure 
used in the current study (Goldenberg, Matheson & Mantler, 2006). 
Job satisfaction also seems to have an impact on use of the integrating style of 
handling conflict. A significant positive relationship was found between being happy in the 
workplace and use of the integrating style with subordinates and co-workers, although the 
correlational design prevents inferences about causality (refer to Table 1). Socially desirable 
responding also showed a small correlation with job satisfaction; this may be a third variable 
that is associated with many other correlated variables of self-report measures. 
Although the current study did not find gender differences in the compromising or 
obliging conflict styles as predicted, a significant difference was seen in scores for males and 
females on the dominating style of handling conflict. The finding that men scored higher on 
the dominating scale than women replicated previous research (Brewer, Mitchell & Weber, 
2002). The greater use of the dominating style of handling conflict by men may reflect 
learned patterns of sex role differences in behavior. 
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There are several limitations to the present study. Participants were mostly college 
students engaged in research for the purpose of obtaining some academic credit. The self-
report measures may have produced unreliable results due to these circumstances, but it is 
not possible to assess the extent to which the students took the questions seriously. Future 
research might use employees engaged in an actual work environment, which may influence 
the amount of time and effort in the responses given. The workplace may be a better location 
than a school setting to investigate styles of conflict management at work. 
Another limitation is that the self-report nature of the EI measure used lends itself to 
socially desirable responding resulting in questionable validity; many researchers have found 
ability-based EI measures to be more reflective of actual EI performance. Convergent 
validity was assessed in a separate study for the self-report measure used in the current study 
and an ability-based measure of EI, the MSCEIT, and a relationship was not found between 
the two measures (Goldenberg, Matheson & Mantler, 2006). The results of the linear 
regression analysis reported in Table 2 also substantiate the possibility that the EI measure 
was subject to social desirability bias. Further research of this type should incorporate an 
ability-based measure of EI to see if the same results are obtained. 
Future research on EI and conflict management should also account for personality 
variables and cognitive abilities in order to explore the influence of academic intelligence 
and personality on conflict management style. The scope of the present study did not include 
organizational status or gender role, although each of those may have had an influence on the 
style of conflict management used. 
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One large drawback to any research in the field of EI is that researchers do not yet 
agree on what exactly EI is and how it should be measured. The theoretical models of EI and 
the instruments used to operationalize these models are constantly being updated. This 
makes the aggregation of results difficult, and makes it impossible to know in which 
direction current research should be heading. Another factor is that researchers such as 
Goleman do not make the raw data that they base their conclusions on available for review in 
the scientific community. Additionally, the current Psychlnfo database for published 
material on EI with implications for the workplace is very small (Landy, 2005). 
EI has an influence on many diverse areas of human endeavors, including personal 
relationships, education, and work experiences in fields as varied as business, nursing, and 
engineering. The findings in the current study may be applicable for organizations, in that 
incorporating programs aimed at increasing employees' emotional intelligence skills may be 
conducive to a more satisfying work environment, as well as an increase in profitability for 
the organization. Conflict in the workplace is unavoidable, and higher emotional intelligence 
seems to have a significant impact in solving problems in a mutually beneficial way. Even 
those with average to high emotional intelligence could benefit from feedback on their EI 
skills in order to gain awareness of their competencies and weaknesses in this area. The 






Directions: This questionnaire assumes that you work at least 20 hours per week. 
Please answer all questions honestly and to the best of your knowledge. Some questions 
ask about your experience with a boss, co-workers (peers), or subordinates. If you do not 
have one or more of these in your current work situation, please respond according to 
how you have reacted in similar situations in the past if applicable. All of your answers 
will remain confidential. Thank you for your participation! 
1. Sex (circle one): Male Female 
2. Age (in years): 
3. Ethnicity/Race: ___________ _ 
4. Number of years of formal education completed (circle one): 
12 years 
(high school) 
13 14 15 16 More than 16 
(graduate school) 
5. Are you currently employed at least 20 or more hours per week (circle one)? 
Yes No 
6. How long have you been working at your current job? ___ years ___ months 
7. How many hours do you typically work in one week? hours 
-------
8. Rate your current job satisfaction (circle one): 
Dislike a lot Moderately dislike Neutral Moderately like Like a lot 
9. Do you work alone? If there are co-workers in your work group, how many? 
DNo DYes Number: 
-----
10. Do you have subordinates, or people whose work you supervise? Is so, how many? 
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DNo DYes Number: 
-----
11. How often do you encounter a conflict situation at work with your boss (circle one)? (• 
vocal or written disagreements over work issues) Daily 
Once a week Once a month Never Other *N/A 
----
12. How often do you encounter a conflict situation at work with a co-worker (circle oner 
(ex: vocal or written disagreements over work issues) De 
Once a week Once a month Never Other *N/A 
----
13. How often do you encounter a conflict situation at work with a subordinate (circle one)? ( 
vocal or written disagreements over work issues) Daily 
Once a week Once a month Never Other *N/A 
----
14. Answer the following questions with regard to the last conflict situation at your 
current job involving your boss. 
a) Was the conflict a result of something that you were responsible for? 
0 Yes 0 No O*N/A 
b) Were you emotionally engaged during or after the conflict? (ex: upset, angry, crying) 
DYes D No D*N/A 
c) Was this conflict resolved to your mutual satisfaction? 
DYes D No D*N/A 
15. Answer the following questions with regard to the last conflict situation at your 
current job involving a co-worker. 
a) Was the conflict a result of something that you were responsible for? 
D Yes D No D*N/A 
b) Were you emotionally engaged during or after the conflict? (ex: upset, angry, crying) 
0 Yes 0 No O*N/A 
c) Was this conflict resolved to your mutual satisfaction? 
0 Yes 0 No O*N/A 
16. Answer the following questions with regard to the last conflict situation at your 
current job involving a subordinate. 
a) Was the conflict a result of something that you were responsible for? 
0 Yes 0 No O*N/A 
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b) Were you emotionally engaged during or after the conflict? (ex: upset, angry, crying) 
0 Yes 0 No O*N/A 
c) Was this conflict resolved to your mutual satisfaction? 
0 Yes 0 No O*N/A 
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